Job Satisfaction and Organizational Justice As Determinant of Turnover Intention: A Study Among Global Support Executives (GSEs) in HSBC Call Center Cyberjaya Malaysia. by Banu, Nagaindran
JOB SATISFACTION AND ORGANIZATIONAL JUSTICE 
AS DETERMINANT OF TURNOVER INTENTION: A STUDY 
AMONG GLOBAL SUPPORT EXECUTIVES (GSEs) IN 
HSBC CALL CENTER CYBERJAYA MALAYSIA 
A thesis submitted to the Faculty of Business Management in fulfillment of 
the requirements for the degree of Masters of Science in Management, 
Universiti Utara Malaysia 
By: 
Banu Nagaindran 
@ BANLl NAGAINDRAN, 2006. All rights reserved. 
. 
I 
Fakulti Pengurusan Perniagaan 
(Faculty of Business Management) 
Universiti Utara Malaysia 
PERAKUAN KERJA KERTAS PROJEK 
(Certification of Project Paper) 
Saya, yang bertandatangan, memperakukan bahawa 
(I, the undersigned, certify that) 
BANU NAGAIHDRAN 
calon untuk ljazah MASTER OF SCIENCE (MANAGEMENT) 
(candidate for the degree of) 
telah mengemukakan kertas projek yanz bertajuk 
(has presented hislher project paper of the following t i t le )  
JOB SATISFACTION AND ORGANIZATIONAL JUSTICE AS DETERMINANT OF 
TURNOVER INTENTION: A STUDY AMONG GLOBAL SUPPORT EXECUTIVES(GSEs) 
IN HSBC CALL CENTER CYBERJAYA MALAYSIA 
Seperti yang tercatat di muka surat tajuk dan kulit kertas projek 
(as i t  appears on the t i t le  page and front cover of project paper) 
bahawa kertas projek tersebut boleh diterima dari segi bentuk serta kandungan dan 
meliputi bidang ilmu dengan memuaskan. 
(that the project paper acceptable in form and content and that a satisfactory knowledge 
of the field is covered by the project paper). 
Nama Penyelia ASSOC. PROF. DR. HJ. ABU BAKAR HAMED 
(Name of Supervisor) 
Tandatangan 
(Signature) I 
19 NOV*ISOP, ~ 0 0 ~  
Tari kh 
(Date) 
DECLARATION 
I certify that the substance of this thesis has not already been submitted 
for any degree and is not currently being submitted for other degree or 
qualification. 
I certify that any help received in preparing this thesis and all sources used 
have been acknowledged in this thesis. 
Banu Nagaindran 
84952 
Faculty of Business Management 
Universiti Utara Malaysia 
06010 Sintok 
Kedah Darul Aman 
22nd November 2006 
PERMISSION TO USE 
In presenting this thesis in partial requirement for a post graduate degree 
from Universiti Utara Malaysia, I agree that the Library may make freely 
available for inspection. I further agree that permission for copying of this 
thesis in any manner, in whole or in part, for scholarly purpose may be 
granted by my si~pervisor or, in their absence by the Dean of Faculty of 
Business Management, it is understood that any copying or publication or 
use of this thesis or parts thereof for financial gain shall not be allowed 
without my written permission. It is also understood that due recognition 
shall be given to me and the Universiti Utara Malaysia for any scholarly use 
which may be made of any material from my thesis. 
Requests for permission to copy or make use of material in this thesis, in 
whole or part should be addressed to: 
Dean 
Faculty of Business Management 
Universiti Utara Malaysia 
0601 0 Sintok 
Kedah Darul Aman 
Keinginan untuk berhenti kerja merupakan satu manifestasi 
bagi perasaan dalaman seseorang mengenai pekerjaanya. 
Dalam erti kata lain, ia adalah satu emosi yang berkaitan 
dengan pekerjaan. la juga boleh diterjemahkan dalam bentuk 
kelakuan yang akan mempengaruhi secara positif atau negatif 
prestasi kerja seseorang itu. Dalam kontek ini tahap keinginan 
untuk berhenti kerja yang dialami oleh pekerja dipengaruhi 
oleh beberapa faktor dalaman serta luaran. Antara faktor - 
faktor tersebut yang mungkin mempengaruhi keinginan untuk 
berhenti kerja ialah bentuk kerja itu sendiri, polisi pentadbiran, 
sistem pengurusan sumber manusia, keadaan tempet kerja, 
rakan sekerja serta beberapa faktor peribadi terpilih. la juga 
merupakan satu isu yang amat kompleks kerana perasaan 
seseorang selalunya timbul hasil dari beberapa fa ktor penting. 
Oleh itu, sebarang usaha untuk mengasingkan faktor - faktor 
tersebut dalam mengkaji keinginan untuk berhenti kerja 
dikalangan pekerja menyebabkan keputusannya menjadi 
kurang objektif serta sukar untuk diterima pakai. 
Kajian ini dijalankan menkaji tahap keinginan untuk berhenti 
kerja dikalangan Eksekutif d i  HSBC Cyberjaya. Oleh itu, ia 
turut memberi fokus kepada beberapa faktor terpilih yang 
memberi pengaruh yang positif terhadap topik kajian, iaitu 
keinginan untuk berhenti kerja. Tugasan ini termasuklah 
mengkaji dengan lebih teliti hubungan diantara dua pemboleh 
ubah yang dikenalpasti seperti kepuasan kerja dan keadilan 
organisasi dan keinginan untuk berhenti kerja yang dialami 
oleh mereka. 
ABSTRACT 
Turnover intention is basically the manifestation of one's inner 
feeling about his or her job. In other words, it is an emotional 
state linked to one's job, which would effectively be translated 
into job behaviors, and in due course would 
positivelylnegatively affect the overall performance of an 
employee. In this context, the level of turnover intention 
experienced by the employee is greatly influenced by various 
internal and external factors. To mention a few, they might 
include the nature of the job itself, management practices, 
human resources systems and policies, work place condition, 
co-workerslpeers and the other personal feelings normally 
reflects the aggregate effects of many attributing factors. 
Therefore, attempts to single out any specific influential factor 
in explaining the level of turnover intention among employees 
would proof to be less objective and costly. 
This study was commenced to examine the level of turnover 
intention among Global Support Executives of HSBC Call 
Center, Cyberjaya. 'That being the case, it was also focusing on 
few selected variables believed to have a constructive 
influence on the research question, turnover intention. This 
task entails a closer look at examining the relationship 
between two identified variables, ie; job satisfaction and 
organizational justice and the level of turnover intention 
experienced by HSBC. 
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CHAPTER ONE 
BACKGROUND OF THE ST'CTDY 
1.0. Introduction 
This chapter presents the background of the research, problem statement, objective of the 
study, research questions, statement of hypotheses, significance of the study, scope of the 
study and definition of variables and terms. The sequence of the study starting chapter 
one to five is also included. 
1.1. Background of the Research 
A high rate of employee turnover in an organisation means increases recruiting, selection 
and training costs. Kasner (1997) suggests that each time an employee leaves a job it 
costs at least 30% of the person's annual salary for a replacement Employee turnover can 
also mean a disruption in the efficient running of an organisation, decline of productivity 
and inability of many firms to complete in world markets. When knowledgeable and 
experienced personnel or employee leave, the organisation must find a replacement and 
train that person to assume the position of responsibility (Phillips, 1990; Galante, 1995). 
All organizations, of course, have some employee turnover, which can be positive or 
negative turnover. If the right people are leaving the organisation- the marginal and sub 
marginal employees, turnover can be positive. It may create the opportunity to replace an 
under-performing individual with someone with higher skills or motivation, open up 
The contents of 
the thesis is for 
internal user 
only 
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